J. R Sinn
Vice President

Industry Markets Group

370 T Sumet. Room 718 | PACIFICE g BELL.

San Francisco, California 941
{415) 5451170 toma sor A Pacific Telesis Company
Fax |415) 541-0665

Ms. Mary Ann Collier oY oy
4480 Willow Road, Room 100
Pleasanton, Ca 94588

Dear Mary Ann:

This is a follow up letter to my last correspondence dated December 4, 1996 to clarify the
ongoing capacity of our LISC (Local Interconnection Service Center) relative to resale

orders. In my last letter, we were at an overall level of approximately 400 orders per day
with a projected level of approximately 2,000 orders per day by the end of January 1997.

Since my last letter, we have continued to ramp up our capacity coincident with additional
force augments and have leveraged the learning curve associated with our real-time
experience. Last week, we added 50 additional resources and 2 full time second level
managers.We will also be adding a full time director before the end of the month to support
the LISC operation.

-

Although our last letter on December 4, 1996 reflected an overall level of 400 orders a day,
we have already surpassed this level and we are aggressively increasing our productivity.

We will continue to augment our force as necessary to accommodate demand. In addition,
our implementation of increased mechanization will continue to increase the LISC capacity.

On a going forward basis, we would appreciate your continued efforts to give us accurate
forecasts of your resale demand.

Sincerely,

erry Sinn
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By Jonathan Marshal)
Chrentole Sty Writer

State regulators are probing allega-
tions that Pacific Bell is sabotaging its
competitors’ efforts to offer local phone
service in Californie.

ATLT, MC], Sprint and several smaller
phoue companies have complained to the
California Public Utilities Commisxion
that Pac Bell has delayed or even lost thou-
sands of customer requests 10 swilch their
Joca} phone service. In some cases, they
13y, Pac Bell bas even canceled all service
to customers moving $0°3 rival provider.

|
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“Whether by imadvertence or by de-
sign, they are being a» resistant as any lo-
cal phone company 0 competition,” sald
MCI Chairman Bert Roberts Jr.

The PUC wil) bold its first hearing on
this isvue today. MC1 also has filed a com-
plaint with the Federal Communications
Commission. And one small Walnut Creek
carrier, CaiTech International, bas threat-
gxe:ed @ $100 million lawsuil against Pac

1L

Pac Bell admits making mistakes, even
shutting olf service to ¥ few customers.
But it says foul-ups are fnevitable during a
sweeping transition from monopoly ser-

vice to competition. s
“Anyumeyoumnapmeuubigu
this, you'll run into glitches,” mid Ann
l.ong. s business manager at Pac Bell's Jo-

- ca) interconnection service center. “They

aren't staged; they aren't deliberate. They
are human evror, ang they have affected
only a handful of customers™ -

Billions of doBars potentially are at’

stake in this dispote, If Pac Bel)'s competi-
tors can make the case that it is blocking
competition in the local market, regula-

tors will bar it from entering the lucrative’

longlistance market.
"It serves their purpose to complain,”

State Scrutinizes Pac BeII Tactlcs

said Parcific Bell President David Dorman,
“The No. 1 objective of AT&T fisto keep us
out of long-distance.”

Pac Bell's competitors mostly are re-
selling its local service under their own
brand names. To switch a cusiomer over
involves no new wiring but a series of com-
plicated billing changes and an enormous
volume of paperwork.

Pac Bell bas 300 employees who pro-
cess a3 many as 2,000 orders per day. The
office staya open from 7 am. ¥ 11 pm..
seven days a week. The company said 1 1
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hiring and traintng new people and work-

ing on computer gystems to end the back-
fog.

*We are committed to getiing to a

point where capacity isa't a question,” said
Lee Bauman, Pac Bell's vice president for
jocal competition.

In the meantime, processing delsys of
days or even weeks {frustrate c%mpeﬂwn
who want to sell their service but can't
promise customers when it will start.

“Jt can take upward of 80 days 10
switch a customer,” said Jim Lewis, West-
ern regional manager of MCL. “Obviousaly,
that's not a great sales point.”

“These problems will potentially dam-
age our brand name,” aaid Rose Johnson,
AT&Ts chle! commercial attorney. “The
customer blames us, not Pac Bell, for do-
ing 1t wrong.”

Pac Bell says many of the delays stem
from alopgzmpaperwork by competitors
who don*t

ty

er fiiling out forms correct--

One of the warst offenders until re-
cently wus MCL, Long said. It would bar-
rage Pac Bell's fax machines with dupll-
cate orders, tying up clerks untf] they real-
1zed they all were working on the same
customer.

MCI's own {ax machines somstimes
were defective, Long said, so the carrier
didn't receive Pac Bell's confirmations of
service order changes.

MCI refused until a couple of weeks
ago to send information to Pac Bell online
tnstead of by fax. Now that it bas, the pro-
cess 18 working much more smoothly,
Long said.

Pacific Bell's archaic practices make

. things worse. For each service switch, it

starts two paper streams: one to discon- -

.nect the customer from Pac Bell and an-

other o start the customer with a competi-
tive provider. If the two files ever getaepa-
rated, Pac Bell can disconnect a customer
before starting the new service. - -

ATLT stated in its complaint that five
of its business customers in the state had
been ieft totally without service for up to
lzT&l‘x'gun while- trying to shift over to
A ", .

Pacific Bell says It asaigned a special

task force to track down the problem and

revent it from recurring. “We had it
ixed by October,” Long sald. -

Some customers also bave bean miffed
by Pac Bell's practice of calling departing
customers to conlirm their plans to dis-

connect service — and sometimes to talk:

thom INto staying with Pac Boll.

Birgit Fec{ the controller of a Lodi
compeny that owns 15 Burger King anc

NO.407 POB3.-po:

FREEDOM
OF CHOICE

Pacific Bell is losing local
phone service customers ot
o rate of about 2,000 o day. Here are
- some reasons why customers are making
the switch;

» Consolidation of othar phone tervices
(long-distance, cellular, pager)

» Trust in a well-known brand nome

» Seaking improved customaer service

» Better pricing package

Source:; Chrenicle rewworch

ORONICIE GRAMUC

Applebee’s restaurants in Northern Call-
fornia, thought all was well when she
signed an agreement with MCI an October
29 1o switch over to its local service,

But then on December 30, two Paclfic
Bell representatives calied to say Feci's
company was going to be disconnected. “I
was very alarmed that we wers going to

jose our tele'phone service 1 we switched

over to MCI," Feci satd In an affidavit filad
with MCl's complaint to the FCC.

Pac Bell decided last week that to avoid
such confusion in the futgre, it no longer
will call customers who are switchingto a
competitive local service.

The jury still is out on whether Pac Bell

.purpuuly {s sabotaging the opposition.

Its perennial critics belisve the worst.
Erying 1o sayiRle competition by mmeming
e com on by
up service transters,” said Regina Costa at
ae Uunrymulimgrk. a ratepay e{
vocacy on. “l{ systems aren
working, it's because they don't want
them t0.”

JFor now, the PUC is keeping an open
md.‘Wemkeepinga;:uycluuye
on the charges,” said Jack Leutza, head of
“th:‘ ¢ commission's telecommunications

But Leutza said from what he's seen 56
far, the problem seems inherent-in the
sheer camplexity of shifting over to a'com-
petitive market. “It's a difficult process,
::’dd.both sides are working hard at it,” he

japcm PC Makers Predict Growth

Japan’s top penimsl computer makers

yesterday projected robust sales growth .

for the next business year. NEC Corp. said
it expects sales of jts persanal computers
to rise 20 percent in the year starting next

April Toshiba Corp., meanwhile, said it
aimas to boost {ts PC salos to ovor $8 billlen
in tiscal 1867/08 from a projected §5.88 bil-

lion for the current year. Reuters -

-
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Ms Lois A Hudg peth

Yice President

Pacific Saates | acal Scrvic: Operations
AT&T Comn-unications

795 Folsom Strect - Raom 516

San Francisce Califonua 94107

Dear Lois:

1 would Itk £ shate with you the most current information regarding Pscific’s resale processing
capanty WS are -haunyp this wnformation to 3id you in your busincss planning. The same
information has recently been shared with the Department of Justice, the Federal Communications
Comunussior wnd the € alifinma Public Unbrties Commission.

The apgrepate industry capavity for resale scrviges is estimated as follows:

Timg Period Estimated Completions Per Day
E:nd of 2Q97 2,000 - 2,500
Fnd of 3Q%7 4,000 - 4,500
ki o 3067 5,000 - 6,000

These plasns are 2 1esult of very aggressive effores in staffing, uaining, and sysiems deployment. In
addition. Pacific has made assumpuons in the sbyence of detailed forscasts fram the C1LC
commursty (egarding the mux of otder types and products. Whilc we will eantinue to do everything
within our control 1w ineet these projections, there remains the risk of unanticipated eveats. If any
substanual chanye of farecast weeurs, we will potify you of our revised estimates.

" As you knowi. wo as2 et in a position 1o state the portion of capacity that will be allecated to
AT&T be.ause P'acific is nut 1n a position 1o predict the percentage of overall volume that ATET
_will repiiaant as conmipared o the other CLCs. We hope you find this information useful for your -
planmuny su1poses

Regards,

r/ “~
Jov

e ‘iary Ann Collier, Janctte Corby



J. M. Corby

- Yice President
AT&T Account Team
industry Markets Group

370 3d Street Room 714C PACIFIC.‘:‘%BELL ’
(4531‘;'&5:;’:::7 California 94107 A Pacific Telesis Company
February 19,1997

Ms. Mary Ann Collier

Pacific States Local Infrastructure . §g YT}

Access Management Vice President \Q W F%Q%Q ; *‘W

AT&T (;21c1>mmunications 0 ‘(/ ( [ S

4480 Willow Road, Room 1 r

Pleasanton, Ca 94588 W lreyy 07 G /4
3/3)

Dear Mary Ann,

This letter responds to your letter requesting a corrective action plan for resale
service order discrepancies.

While we continue to focus on delivering quality in our service order process, we

are also focusing our efforts on root cause analysis. I am sure that you would agree

any analysis which promotes corrective and preventative actions is part of our -
shared critical paths. Therefore, we have not attempted to focus on speed, but

rather on the detail and analysis.

As you know, we continue to augment our resources in the Local Interconnection
Service Center (LISC). To that end, in March, we will begin adding 25 employees
dedicated to quality process. We anticipate that these new employees will have
learning curves and our first order of business will be to improve their knowledge,
skills and abilities. When trained, these employees will be concentrating on
identifying root cause and effect, data stratification and crafting any needed
recommendations for process improvements. The amount of resources focused on
AT&T’s service order needs will continue to be based on the relative volumes and
mix of orders as a proportion of the total orders.

Pacific Bell remains committed to delivery of quality service for your resale needs.
We will continue to commumcatc progress on this plan. -

If you have any qucsuons, please do not hesitate to contact me.

Sinccrcly,

cc: John Stankcy i

Lyndall Nipps



Joba T:Sankey 570 Third Swset. Room 204C - KR
a.:conm Sa Hancen, Catomia S4107 9}} APPA-C'HC gay BELL.

Ve Presicent (415 545-0950 s Teles's Company
1 try N Growp San (418) 5451001 B
March 18, 1997 Frx Vo Hoss ﬂ sl

| Conl
Ms. Mary Ann Collier \'g QW &b‘

Pacific States Local Infrastructure
Access Management Vice President
AT&T Communications

4480 Willow Road, Room J100
Pleasanton, California 94588

Decar Mary Ann:

I am responding to your March 13 letter to Janette Corby regarding compiction disc-gpancy

backlog ftems. I would fike to address how we will reduce the number of outstandiny

discrepancics, and more importantly, how we will reduce the percentage of wrders 1iquiring

discrepancy resolution. “_

-> -

Backlog Reduction
Unfortunately, we did not move the dedicated resources promiscd in our letter of

February 12 as quickly as we had anticipated. These individuals completed trarmuny iast Fridav
and are now moving into their new roles. As of Monday, we have 4.5 full time equivalent Servics
Representatives working specifically on AT&T completion discrepancize. We will ;ctease thete
resources over the next few weeks and will clear discrepancies at the rate identified on the antazhed
martrix,

Root Cause Identification

Concurrent with reducing the discrepancy backlog, this team will identifv and stratifi the root

cause associated with each discrepancy. After we achieve a valid sample, the data will be reviswed

by our recently charteredService Order Quality Forum (see the attached descriptioni. This tcam -
will be responsible for crafting the appropriate gap closure plans. In addition, we wil! certanly

share with your organization any findings that might improve AT&T s order accuracy

I apologizc for our slow start, but I am optimistic that we now have the appropriate!y’ tramned
resources in place to manage this situation.

Regards, : : -

Town o :

Antachments : . _

cc. J. Corby, T. Cvetovac, D. Griffin, C. McDonnel, L. Nipps
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mmmebnua. PACIFIC BELL PERFORMANCE ISSUES
—— UNRESOLVED COMPLETION DISCREPANCIES
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Solely for authorized persons having a need to know

Data Source: CNSC Daily Past Due Report pursuant to Company instructions
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Lois'A. Hedg-peth ’ A y s

Vice President - AT&T : e S 7" J

Pacific State Local Service Organization /;'f

Communications Service Group 5 ~1%

795 Folsom Street - Room 516 .

San Francisco, CA 94107 ¢

Dear Lois:

The purpose of this letter is to respond to'the questions, statements and issues
identified in your correspondence dated November 15, 1996.

Pacific Bell is committed to providing high quality wholesale service to all CLCs,
including AT&T. We continue to implement enhancements in our processes and
systems as rapidly as they can reasonably be assimilated, consistent with the
schedules we have shared with you. And, we are augmenting our work force to
accommodate additional demand. All of these measures are directed towards . ..
increasing our capacity to process service requests and continue to improve service
quality. We expect to see continued improvement in order processing capability
and expect to be able to manage 2,000 orders per day by the end of January. Our
production capacity will continue to increase as additional mechanization and force

. augments occur.

As you know, we have agreed with AT&T to develop and implement EDI and
access to systems on a highly accelerated schedule to standards you and we will
agree to by February, even if industry standards are still unresolved. These
aggressive steps will significantly increase our capacity and eliminate many
opportunities for errors to be introduced into our processes.

To optimize these steps we nsed your help and that of other CLCs. We need
. accurate forecasts, and we need consistent use of our mechanized systems, so we
~ can make the best use of scarce resources. To date, the few forecasts we have
received from CLCs have not been timely or accurate.

Relative to thc backlog that developed in October you are aware that a deluge of
orders in paper form from one of the CLCs caused our process to back up. We took
immediate actions to restore our throughput. As our proposed contract recognizes,
delays and process breakdowns will occur during our initial introduction into this
new environment. While we continue to experience some delays in FOC and
Completion Notification, the level of perceived backlog has significantly
diminished. I use the word “perceived” to reflect the fact that portions of the work
in question are the result of discrepancies between our records and those of AT&T.
Our organizations continue to meet daily to reconcile these differences. While we
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have not met our four hour objective for FOC, we do not believe that this has
materially affected the actual migration of customers’ service to AT&T. -
- On the issue of two orders being required to migrate a customer service to AT&T,
we have a plan to automate this process by May 31, 1997. It is important to realize
. that the requirement for two orders is driven by our response to your desire to have
----- - CABS billing. This requires us to move the service records for basic exchange
' services from CRIS to CABS. One potential solution to eliminate the dual order
process is to continue to bill these basic exchange services out of CRIS. While this
is inconsistent with our proposed contract terms, we are willing to investigate this
approach if AT&T can support it.

In closing, I want to reaffirm that Pacific Bell is committed to providing quality
local services for resale and I am personally committed to team with AT&T in
working through these issues.

Sincerely,

80@?,?7 5&1« K = oFtio

cc: Marlin Ard -



